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SUBJECT: CHIEF ADMINISTRATIVE OFFICE SERVICE INTEGRATION BRANCH 

REVIEW 
 
On May 16, 2000, the Board of Supervisors (Board) approved the creation of the 
Service Integration Branch (SIB) within the Chief Administrative Office (CAO) and 
instructed the Auditor-Controlle r to evaluate and report on SIB’s effectiveness one year 
after its implementation.  SIB’s mission is to support and coordinate collaborative policy 
development initiatives.  On May 31, 2001, we issued a report that noted SIB had made 
progress in achieving the objectives set by the Board.  However, most of SIB’s efforts in 
the first 12 months had been in developing its staff and organizational structure and 
action plans.  We reported that, after allowing SIB sufficient time to obtain experience 
and data necessary to evaluate actual results, we would conduct a follow up review.  
We have completed the review and this is our report. 
 

Review Summary 
 
SIB continues to make progress in achieving the objectives set by the Board.  Also, 
SIB’s stakeholders are generally satisfied with the performance of SIB’s staff.  Since our 
initial review, SIB has reported implementing 33 action plans, providing support on 41 
initiatives/projects, responding to 38 Board requests, and preparing 529 reports and 
analyses.  In addition, SIB’s facilitation efforts on several projects have resulted in 
improved service levels to children and families in Los Angeles County. 
 
We noted that SIB can improve its project monitoring by establishing key performance 
levels (benchmarks) and improving the accuracy, consistency, and completeness of 
data in its management reports. In addition, SIB established 16 quantitative 
performance measures and six qualitative performance measures, but SIB does not yet 
have the data collection ability to calculate five of its six qualitative performance 
measures.  Details of our findings are attached.   
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CHIEF ADMINISTRATIVE OFFICE  
SERVICE INTEGRATION BRANCH REVIEW 

 
COMMENTS AND RECOMMENDATIONS 

 
Background 

 
On May 16, 2000, the Board of Supervisors (Board) approved the creation of the 
Service Integration Branch (SIB) within the Chief Administrative Office (CAO) and 
instructed the Auditor-Controller to evaluate and report on SIB’s effectiveness one year 
after its implementation.  SIB’s mission is to support and coordinate collaborative policy 
development initiatives; assist County departments to integrate service delivery 
systems; and help provide children and families with needed information. 
 
On May 31, 2001, we issued our report that noted SIB had made progress in its efforts 
to achieve the objectives set by the Board.  However, most of SIB’s efforts in the first 12 
months of operation had been in developing its staff and organizational structure and 
action plans.  We reported that, after allowing SIB sufficient time to obtain experience 
and data necessary to evaluate actual results, we would conduct a follow up review. 
 

Methodology 
 

Our review consisted of interviewing SIB management and staff and stakeholders, 
reviewing SIB program documentation, reviewing established performance measures 
and goals, and attending meetings conducted by SIB staff that included collaborating 
agencies.   
 

SIB’s Accomplishments 
 
Since our initial review, SIB has reported implementing 33 action plans, providing 
support on 41 initiatives/projects, responding to 38 Board requests, and preparing 529 
reports and analyses.  In addition, we noted that SIB’s facilitation efforts on several 
projects have resulted in improved tools and resources available to stakeholders (e.g., 
constituents, County departments, contractors, etc.) that improved service levels to 
children and families in Los Angeles County.  The following are some of SIB’s major 
accomplishments.  
 
• SIB and its stakeholders created a document called the Universal Face Sheet 

(UFS).  The UFS contains general client information required by most County 
departments.  The UFS streamlines the process of requesting services from 
departments by allowing the client to provide, in one form, information required 
by most health and human service providers.  The UFS decreases the number of 
times a client needs to complete distinct intake forms.   

 
• SIB and its stakeholders also created the Most Commonly Required Fees 

Document (MCRD) and the Outcome Screening Tool (OST) that streamline the 
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eligibility and referral processes.  The MCRD is a matrix that lists documents 
required to apply for various County administered programs.  The documents 
help determine clients’ eligibility for any particular program.   

  
 OST scores clients on their current health, safety, economic well being, social 

and emotional well-being, and education/workforce readiness.  The rating 
determines if an individual needs help, is obtaining help, or is self-sufficient.  In 
addition, OST tracks a client’s progress, if the client remains in the system for 
longer than 30 days.  

 
• SIB and its stakeholders developed the Multi-Agency Co-Location project.  The  

project coordinates space requests by human service agencies for community-
based space for health and human service programs.   The project also included 
the development of a conceptual prototype for a “one stop” center for County 
multi-agency programs.   

 
As noted in the following section, stakeholders are satisfied with the performance of 
SIB’s staff.    
 

Stakeholder Feedback 
 
We interviewed 12 stakeholders for six projects (two stakeholders per project) SIB 
managed. The stakeholders were from other County departments, community-based 
organizations and members serving on Service Planning Area councils.  We requested 
their opinion of the level and quality of services provided by SIB staff working on the 
projects.  
 
The stakeholders were satisfied with the performance of SIB’s staff and commented 
favorably on SIB’s ability to effectively coordinate meetings, keep workgroups focused 
on their missions, and provide staff support for meeting workgroup goals.  
 
We did note SIB does not interview stakeholders on a regular basis for feedback on the 
effectiveness of SIB staff working on the various projects or request comments on areas 
to improve.  Management can use stakeholder feedback to evaluate an organization’s 
effectiveness and service delivery.  To increase SIB managers’ awareness of their staff 
effectiveness and service delivery, SIB management should conduct periodic surveys of 
its stakeholders.    
 

Recommendation 
 

1. SIB management conduct periodic surveys of its stakeholders to obtain 
feedback on SIB’s effectiveness and areas where it can improve. 

 



Chief Administrative Office  
Service Integration Branch Page 3  
 

A U D I T O R - C O N T R O L L E R  

C O U N T Y  O F  L O S  A N G E L E S  

Performance Measures 
 
SIB developed 22 performance measures (Attachment II) to quantify and measure 
quality for its efforts in coordinating and supporting Countywide collaboration.  Sixteen 
(70%) of the performance measures focus on tracking the number of service units SIB 
staff provide, such as the number of meetings attended, work plans implemented, and 
reports issued.  The remaining six (30%) focus on the quality of services, such as the 
increase in services delivered in a seamless fashion among County departments and 
their partners. 
 
Generally, the performance measures established by SIB provide an adequate basis to 
evaluate its performance in all the SIB key areas (seamless services to families and 
children, use of updated technology, etc.) and evaluate SIB’s overall impact.  We did 
note opportunities for SIB to improve its performance measures.   
 
SIB has not clearly defined each performance measure and staff is not reporting 
them in a consistent manner. The monthly Status Sheets list the services that SIB 
staff provided during the reporting period and are used by project managers to track the 
project’s performance.  We noted that SIB staff does not always classify the same or 
similar services in the same manner.  For example, one staff included the updating of 
telephone listings as the issuance of a report, while other staff included in this category 
only included final reports that SIB issued.  To ensure the integrity of the underlying 
data on which the performance measures are calculated, SIB management should 
clearly define each performance measure and have staff to report them in a consistent 
manner. 
 
SIB has not established key performance targets (benchmarks) for its 
performance measures.  For example, one quantitative performance measure is the 
number of integrated information systems among County departments.  However, SIB 
has not established a benchmark to use in evaluating the increase in integrated 
information systems.   
 
SIB does not yet have the data collection ability to calculate its qualitative 
performance measures.  SIB managers have not collected data to evaluate five of 
these six performance measures.  SIB reported that data collection for these five will 
begin in June 2003.   

 
Recommendations 

 
SIB management: 

 
2. Ensure that all performance measures are clearly defined and require 

staff to report them in a consistent manner. 
 

3. Establish key performance targets (benchmarks) for its performance 
measures.   
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Recommendations (cont’d) 

 
4. Begin collecting data to evaluate the quality of its outcomes.   

 
Management Monitoring 

 
As part of our review, we evaluated the level of monitoring conducted by SIB managers 
in overseeing project completion.  The criterion was that effective monitoring includes 
establishing planned performance levels (benchmarks).  Effective monitoring also 
includes project managers receiving accurate and relevant information to determine  
each project is progressing in an acceptable manner and that potential problem areas 
are identified and corrective action is taken.   
 
The monthly reports used by SIB managers to monitor projects sometimes contain 
inaccurate and incomplete information.  SIB managers receive two reports to monitor a 
project’s progress:  Status Sheets and Action Plan reports.  The Status Sheets list the 
quantitative performance measures that SIB staff reported for the period.  The reported 
information is the basis for the annual report used by SIB senior managers to evaluate 
SIB’s overall performance.  The Action Plans list each project’s key milestones and 
identify the milestone’s planned start and completion dates.   
 
We reviewed the monthly Status Sheets and project Action Plans for the nine projects 
(Attachment I) and noted the following: 
 
• For seven of nine projects, the Action Plans were untimely and key target dates had 

been altered.  We noted that for five of the nine projects, the project managers 
receive updated Action Plans only once a year.  Additionally, for two of the nine 
projects, project managers received updated Action Plans in which staff overrode 
the estimated start and completion dates with the actual dates, without documented 
management approval.  This limited management’s ability to determine if the 
projects were behind schedule.  SIB management should require staff to update 
Action Plans on a regular basis and to obtain and document management approval 
of all changes to project milestones. 

 
• SIB manual tallies of reported staff activity result in incorrect information on its 

annual summary reports.  At year-end, SIB prepares an annual staff activity report 
by manually tallying the activity reported on the various monthly Status Sheets.  The 
monthly Status Sheets are filed within each project’s case file.  We noted that for 
seven of the nine projects, the number of activities reported on the annual summary 
status report did not agree to the sum of the activities reported on the monthly Status 
Sheets.  According to SIB staff, the differences were attributed to mathematical 
errors.  SIB should consider using an Excel spreadsheet to track and compile staff 
activity for reporting purposes. 
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• SIB project managers do not provide senior managers with written project status 

reports on a regular basis.  SIB project managers provide senior managers with 
verbal updates of their projects at unscheduled intervals.  SIB management should 
require project managers to submit status reports to their senior managers on a 
regular basis.  Written project status reports document the status of project 
milestones and reasons for any delays.  The reports also allow senior managers to 
more easily evaluate the projects’ accomplishments since the prior reporting period.  

  
Recommendations 

 
SIB management:   

 
5. Require staff to update Action Plans on a regular basis and to obtain 

and document management approval of all changes to project 
milestones.  

 
6. Consider using an Excel spreadsheet to track and compile staff activity 

for reporting purposes. 
 
7. Require project managers to submit written status reports to their 

senior managers on a regular basis.  
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SERVICE INTEGRATION BRANCH PROJECTS 

 
 

1. County Wide Strategic Planning 
Service Integration Forum (SIF) – Action Plan 

2. SIF - Access to Services 
3. SIF - Customer Service and Satisfaction 
4. SIF - Multi Agency Service Delivery 
5. SIF - Data/Information Sharing 
6. SIF - Funding for Services 
7. SIF - Pursuing Long-Term Success 
8. AB 212: Investing in Early Educators 
9. CalWORKS 
10. Census Support 
11. Centralized Eligibility List 
12. Child Care Center – Van Nuys – Third District 
13. Children’s Budget 
14. Community Based Planning Protocol 
15. County Identification and Information System  
16. Demographics 
17. Economic Database Development 
18. Emergency Operations Center 
19. Employee Child Care Strategic Plan 
20. Family Resource Centers and Contract Simplification 
21. GIS Development: Web GIS Mapping Platform Project 
22. Long-Term Family Self-Sufficiency 
23. Los Angeles Services Identification and Referral System 
24. Management Assignment Tracking System 
25. Passport 
26. Redistricting 
27. SIB Web Page 
28. Multi-Agency Co-Location Service Integration (Space Coordination) 
29. Special Needs Housing Alliance Protocol 
30. Thomas Updating System 
31. Unix Server Acquisition 

 
 

Note:  The bolded names identify the nine projects reviewed. 
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SERVICE INTEGRATION BRANCH 
LISTING OF PERFORMANCE MEASURES 

 
 
 

Quantitative Performance Measures 
 
1. Number of action plans developed and implemented for projects 
2. Number of presentations made and meeting convened by SIB  
3. Number of meetings attended by SIB staff 
4. Number of requests for SIB support services 
5. Number of initiatives/projects supported by SIB  
6. Number of Board requests 
7. Number of analyses, reports, and recommendations prepared by SIB staff 
8. Percentage of action plans developed and implemented in an acceptable and 

timely manner for projects 
9. Percentage of Board Motions/Requests responded to by SIB in an acceptable and 

timely manner 
10. Percentage of analyses, reports, and recommendations completed by SIB in a 

timely manner and accepted by collaboratives/departments/agencies 
11. Increase in the number of areas of collaboration for county departments/agencies 

and their partners 
12. Increase in the number of seamless service delivery systems for county 

departments/agencies 
13. Increase access to information for children and families regarding services 

available through the website, community meetings, and other means 
14. Number of integrated database management and tracking systems 
15. Increase access to quality child care 
16. Number of departments/agencies/collaboratives that received tangible service 

delivery benefits 
 
Qualitative Performance Measures 
 
1. Percentage increase in areas of collaboration among county 

departments/agencies and their partners 
2. Percentage increase in services delivered in a seamless service delivery system 

among county departments/agencies 
3. Percentage increase in access to information for children and families regarding 

services available to them 
4. Percentage increase in integrated database management and tracking systems 
5. Percentage increase in access to quality child care 
6. Percentage of departments/agencies/collaboratives that received tangible service 

delivery benefits 
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